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8 3 /- Helpdesk Issues

B A number of Support calls are still direct
to various ITSC staff.

B Support requests do not get logged
when not routed through Helpdesk

B Support resolutions are not specific
enough to be used in Knowledge Base

m Still experiencing operational/response
delay in resolving problems
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/- Area usage of Service Center

m All Information Systems Coordinators
can install the Service Center client

m All Information Systems Coordinators
have been setup to use Service Center
as a Area level user

B Minimal interest has been shown to
utilize Service Center

m Could be deployed to Area IT support
staff
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EQBR Processing issue.
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MCI Ticket # 1073 - 6/18/04, Pawhuska, OK.

GIMC - need a report of POS billing for Fy' 03

| was trying to add a new Appropriation number and ARMS kicked me out.

- .@iewal request, Gail Carmichael - Maval [Kaventa).

sl Part & claims Rejected they are submitted electronically using 837
nd GIS v3.01 p2 & p7 and GIS +3.01 p2 & p8 ta GIMLC.

at iz crazhing my export

of Mental Health 0 ata.
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Feactive VPN Account, Sheila Spring - ITSC T elecommunication [LSDA)
Change inPM port access, |TSC/Headquarters, Severn Mational suppart cont
Claim rejecting from Medicare due to missing information

Question about changing export mode an batch

Site needs aszsistance with possible additional zetup on DI, Bemidiji Area, Casz L
WM access Requests, San Lucy Tribal Group - PH= Area,

3PE Inzurer T able Maint izzue

GaL conflict for Geralding Thompson.

Frint iz offine when printing frorm MDOL,

MCI Proactive Ticket # 2934 - BA15,/04, Princeton, MME.

Question regarding edit access

Lab DI machine failed, Oklahoma Area, Black Hawk Health Center

Internet access iz down from about 4:30 pr, 6142004, Billings Area

Traffic not flow to the Internet for Billings Area.
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. Current Calls open by Area

eregrlne Active Incidents: By Avea (Top Ten)

SYSTE M5

Printed on 672102004 at 1:17:37 PIWI

Active Incidents: By Area (Top Ten]
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&HBPEEDEEN T5.53 days
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TUOC50M 3771 days

7/29/2004 [Crand Total: 6.1 days |




D | ServiceCenter Report Package
& Peregrlne Count of All Incidents, by Assignment Group (Top Ten)

SYSTEMS.
Printed on 672172004 at 1:31:16 PIW
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Calls closed after 7 daws

- Calls clozed between 2
to 7 days

- Calls closed within 5 days

&
3

LBERDEEN
AT ASE S
AT BUQUERQUE
BELIDII
BILLIMGS
CREIHEB
CalIFORMLA
HOQ
HOE
ITSC
MLSHVILLE
MAT&TO
OKLAHONA CITY.
FPHOENIH
FORTLAND
TUCSON

[=]
— (] - —
EHMm_mwhmhmHhquq

7129/2004




&y

Open VPN Requests
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| 1113920
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03/24/04 155353
06/14/04 13:31:53
05410404 12:53:03
06/14/04 16:08:09
0E/16/04 172413
05/07/0412:4310
05/07/04 12:50:43
05/07/04 12:52:23
05/07/04 12:53:44
05/07/04 12:55:20
04/14/04 16:18:33
04/14/04 16:24:33
05/06/04 16:06:40
05/06/04 16:11:27
05/06/04 16:14:25
08/08/04 12:09:43
0B6/03,/04 16:25.07
06/17/04 17:47.22
03/26/04 10:51:12
04/02/04 08:34:27
04/02/04 08:35:52
04/23/0412:46: 28
04/23/04 12:50:53
04/29/04 11:57:43
04/23/04 12:03:46
05/13/04 16:26:46
05/27/04 10:35:42

06/21/04 11:12:07
06/01/04 13:24:35
06/18/04 09:59.17
06/18/04 09:59:16
04/24,/04 0%:42:50
05410404 12:34:03
06/20/04 18:34:02
05/417/04 16:08:41
06/17/04 13:00:44
06/18/04 13:31:55
05/18/04 07:45:32
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IP Addresz Change for WPM LAM -to-LaM Access request, Personnal Group.
WPH Access Reguest, Oklhaoma Area. Claremore Indian Hosptial, MEQ Tranzcription
WPMN Access Request, Micole L. Gortrnaker - Aberdeen / Ft. Thompson

WPN Access Reguest, Cheryl & Young - Aberdeen / Ft. Thompzon [DataTrak)
WPM Access Reguest, Dale A, Woung - Aberdeen | Fosebud Hosp.

WPM Accesz Reguest, Karla & Hall - Aberdeen [DHHS-IHS).

Add Additional host ta DataTrak's account, Manilag, Alazka

WPMN LA to LAM Access Request, Migel Liv, Supervizor of Hardware Support -
WP Access Feguest, Antonio . Rodiguez - CA0 [Hopland Band of Pomo
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There are 49 records in this list.
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0510/04 16:1517
06/12/04 12:10:43
06/13/04 16:25:48
06/20/04 17:48:02
06/13/04 10:32:54
06/19/04 10:33:28
06/19/04 10:33:28
05/21/04 135556
05/21/04 13:50:56
05403/04 11:58:01
05/03/04 12:04:M
05417/04 16:27:16
05/31/04 10:36:03

DEADLIM
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alert stag
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DEADLIM
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Security
Securty
Security
Security
Security
Security
Security
Security
Security
Security
Security
Securty
Security

Account, MaryLea Dodd - ITSC Telecommunication [USDA]
Account, Sheila Spring - 1ITSC Telecommunication [USDA]

equest, lrene, Gonzales, Mashville Area, Tunica-Biloxi Indians Health
eqguest, Cryztal Foster, Mashville drea, Tunica-Biloxi Indians Health De
equest, Tabatha Laborde, Mashville Area, Tunica-Bilosi Indians Healt
equest, Melanie Rozzell, Mashville Area, Tunica-Biloxi Indians Health
eguest, Jean Wilson-dllen, Mazhville &rea, Tunica-Bilosi Indians Heall
equest, Patrick J, Yazzie - Naval / Chinle.

equest, Marilyn Ciesaykowski - Mawal A Chinle.

equest, Agnes Kee - Navajo Area,

eguest, Daivid Mercier - Mavajo srea.

WPH Access Feguest, Mary Ann Miezen - Navajo Area.

WPMN Accesz Reguest, Mampdnn Oneal - MawvaD [Crownpoint]

WP Account Request, Mathalie Seoldo - Hawa0 [T zaile).

WPN Renewal request, Gail Carmichael - Naval [Kayental.

WPMN Accesz Reguest, Archie Riley. Oklahoma Area, Lawton Service Unit, Contractc
WPM Access Reguest, Tereza Haley, Oklahoma Area, Lawton Health Center, contra
WPMN Accessz Reguest, Marlene Martin, Oklahoma &rea, Lawton Health Center, contr
WPk Accesz Reguest, Millie Blackmon - OK Area [Clinton Indian Hozpital)

WPMN Accesz Reguest, Mary E. Fletcher - OF drea [Clinton Indian Hozpital]

WPH Access Reguest, Randy Bamoskie - OK Area [Hazkell Health Center]

WPN Access Reguest, Jennifer &nn Gray - OF Area [Haskell Health Center)

WPN Access Reguest, Grant Storey - 0K Area [contactor - wire one)

WPN Access Reguest, Anna Wilson - Oklahoma Area (Haszkell Health Center).




| ServiceCenter Report Package
K_ Peregrlne Overview of Incident Management Activity: By Category
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/ Other Helpdesk Support Tasks

m Staff support for ITSC Training Facility
® EHR Demonstration Server support
m NeoTeris/Juniper Concentrator Testing
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S L 'We are here to help

B The Help Desk staff will listen and
provide all assistance possible in solving
customer problems.

m Call 505-248-4371 or 888-830-7280
B E-mail: ITSCHELP@mail.ihs.gov
B Fax: 505-248-4363

m web site:
http://Iwww.ihs.qov/CIO/RPMS/Techsupp.asp
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